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Design Group 
takes "pulse" 
01 the Plan 
BCBSF's Corporate Design Group 
was formed in 1981 to help manage the 
organizational improvement process. 
Representing a cross-section of the 
company, members are "pulse takers" 
who seek employee feedback and 
report it to the right decision makers. 
Issues the group has addressed 
include ASPEN, parking, the budget 
process, a smoke-free workplace, and 
overtime for exempt and non-exempt 
employees. 
In 1989, members will focus on 
obtaining employee input on issues 
such as customer service, coaching and 
development of employees, corporate 
policies and procedures, the transition 
to regional management, and the 
effectiveness of corporate communi­
cations. 
"As employees, if we are not part of 
the solution, we are part of the 
problem," said Shirley Edlin, group 
chairman. 
One way to help find solutions is to 
contact group members. 
& Iii) BlueCross 
y{J.�Shield 
P.O. Box 1798 
Public Affairs 
Jacksonville, Florida 32231-0014 
Design Group members are (Top)Jim Bray, Marketing - 6938; Fred Gatlin, Administration - 6236; 
Pam Greene, Govt. Programs - 8528; Tricia Rountree, HIS - 739-6127; Joe Wellman, HJX - 731-
1037; Kevin Hursey, PBO - 6744; Deb Williams, HRD - 6099; Tom Torgerson, HPN - 904-435-
9302; Tony Benevento, PBO - 6587; (Below, front row) Shirley Edlin, Govt. Programs - 6857;Judy 
Vieren, FIN/ACT- 6986; Yolanda Hazel, TAM - 813-882-0632,-Janet Morris, PBO - 6303; (back 
row) Don Hearn, PBO - 8564; Matt Sikes, Systems - 6186; Karen Tingen, Govt. Programs - 6871; 
Barbara Hunter, HIS - 6331; Bobbi Huffman, HM! - 305-591-9955; Stephen Peeples, PBO - 8354. 
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American Exoress honors Florida Plan 
emo1ovees tor outstanding service in 1988 
"Blue Cross and Blue Shield of Florida has always delivered quality, and that means a lot to 
us. We can gi,ve our employees this level of service only because of the effort of your employees. " 
American Express is known for customer service 
that's unsurpassed in the corporate world. Its 
employees rely on each other to maintain that 
distinction, and it's not surprising that they expect 
the same from companies with whom they do 
business. 
So when AMEX's Southern Region Operations 
Center in Fort Lauderdale decided to offer its people 
health care coverage from BCBSF, Florida Plan 
employees accepted the account as a real challenge. 
Like most corporations, AMEX honors its 
outstanding performers each year. But in a unique 
gesture of appreciation, American Express honored 
five BCBSF employees for helping to provide 
exceptional service in 1988. 
Leanne King, Mary Nutter, Stephen Peeples, Al 
Salierno and Suzanne Sutton, who served the 
account on a daily basis throughout the year, 
received American Express's "Mark of Excellence" 
award. A truly distinctive memento, each is made of 
solid brass and weighs 10 pounds. 
Leanne King, former manager of the dedicated unit. 
Mary Nutter, Key Account Marketing field service 
representative for AMEX and the other four key 
accounts in South Florida, agreed. 
"We treat everyone the same, and we work equally 
hard for all our customers. We want to deliver the 
we've learned from having them," he said. 
AMEX benefits administrator Debbie Iacono 
presented the awards and described AMEX's 
philosophy of service excellence. 
"Our employees are taught and motivated to 
deliver superior customer service to our card 
The well deserved acclamation is a tremendous 
honor and a great motivator, but the fact is, AMEX 
employees enjoy the same level of service from 
BCBSF that other key accounts (1,000-plus 
employees) receive. Stephen Peeples, (l-r) Suzanne Sutton, Mary Nutter, Al Salierno and Leanne King received American Express's "Mark 
of Excellence" award from Debbie Iacono ( 4th from left) as a special token of their appreciation. 
''We work equally hard for all 
our customers. We want to 
deliver the same high level of 
quality service to everyone. '' 
Mary Nutter 
Field Service Representative, 
Fort Lauderdale 
A dedicated claims and customer service unit 
serves employees of AMEX and Publix, but all other 
BCBSF employees who help AMEX also work for 
other enrolled groups. 
"The Publix account has received the exact same 
service as American Express. We have the same 
philosophies and the same drive to serve," said 
same high level of quality service to everyone. 
"But being a very service oriented company, they 
have made us more aware of the importance of 
service," Nutter said. 
Stephen Peeples, manager of the Publix/ AMEX 
dedicated service unit, said that receiving the award 
was one of the highest honors they've ever received. 
"On behalf of everyone on my staff, to be 
recognized by a group, which has never happened 
before, means a great deal," he said, adding, "It's 
prestigious, coming from American Express." 
"American Express is the epitome of quality 
customer service," said Al Salierno, key accounts 
manager in Fort Lauderdale. 
"I think what sets us apart is that our folks have 
lived and breathed the account. I hope everyone in 
our company will benefit from the valuable insights 
Claims and Customer Service performance 
for American Express employees 1st Qtr 1989 Actual Goal 
Claims cycle processing time 
Average wait time (until phone answered) 
Call abandon rate 
Call completion rate 
Inquiry processing 
Average days to process a claim 
(from time it arrives in Microprocessing) 
99.9 % 85% 
within 14 days 
7 seconds 45 seconds 
1.6% 15 % 
97% 90% 
99.9 % 98% 
within 21 days 
4.3 6 
Performance indicators during the first quarter of 1989 were typical of service levels throughout 1988 
members," she said. "We live quality each and every 
day. Excellence is the standard, and we're measured 
and judged by the quality of service that we provide. 
"So it is important to us that we provide that same 
level of quality to our employees. - quality in the 
work environment, quality in the services and 
benefits to which they are entitled as employees of 
American Express. 
"Blue Cross and Blue Shield of Florida has always 
delivered quality, and that means a lot to us. We can 
give our employees this level of service only because 
of the effort of your employees," she said. 
"You just put yourself in the 
customer's shoes and treat 
them like you'd expect to be 
-treated. '' 
Stephen Peeples, Manager, 
AMEX/Publix dedicated service 1unit 
Iacono praised the work of Phil Parker of Cost 
Containment, who provided utilization reports 
quarterly and even monthly, and Dave Fields of PPC, 
who ensured that the provider network clearly 
matched the needs of AMEX employees. 
Iacono also voiced appreciation for the work of 
employees in Membership and Billing, and 
Underwriting, and for every other employee who 
helped service the account. 
BCBSF provides coverage for about 4,200 of 
AMEX's 4,700 Florida employees - more than 3,600 
(Continued inside) 
For Your Benefit: 
What you should know about the 
Salary Deferral savings Program 
From the Employee Benefits Department 
The Salary Deferral Savings Program allows employees to contribute from 1 % to 
16% of their salary* to one of four investment options. Taxes are deferred on 
contributions until you withdraw your savings. BCBSF matches the first 6% at 50 
cents on the dollar. 
The program is administered through the BCBS Association. IDS is trustee, 
investment manager and record keeper. 
Q: When can I join the program? 
A: At the first Open Enrollment (each December and June) after completing a year 
of service and reaching age 21. Enrollment materials are mailed to participants and 
others qualified to join. 
Q: When run I make changes in my Sa/,ary Deferral elections? 
A: Investments and savings amounts can be changed during Open Enrollment 
Q: vWiat are the four investment o-ptions? 
A: If risk were measured on a scale of 1 - 10, the lowest risk investment option would 
be the Money Market Fund. It seeks to provide income at a set, steady rate of return 
in bank certificates of deposit and short-term government obligations such as U.S. 
Treasury bills. 
The Income Fund would be a 2 on the scale. Invested in Guaranteed Investment 
Contracts issued by large, financially sound insurance companies, it ensures the 
safety of your investment while providing a stable rate of return. 
The Balanced Fund would be a 4 on the scale. It invests in a balance of stocks 
and bonds and offers a mildly aggressive investment opportunity. 
A 7 on the risk scale, the Common Stock Fund is invested in common and 
prefeITed stocks of large, financially sound companies considered "blue chip." 
These stocks may slip out of favor at times, but they should benefit the long-term 
investor. 
Specific information on each fund's investment results is distributed to all eligible 
emloyees during Open Enrollment 
Florida Plan has best secretary 
and best boss in Jacksonville 
Irene Schmutz, secretary in Cost Con­
tainment, recently was honored as 
1989-90 "Secretary of the Year" by the 
Jacksonville chapter of Professional 
Secretaries International (PSI). 
Charlie Menzel, director of HOI 
Finance, was named "Boss of the Year," 
which last year went to Dr. Rafael Rivera, 
vice president' of Medical Affairs. 
Schmutz was chosen for her contri­
butions to PSI and the community, her 
educational achievements that include 
PSI rating, and her overall abilities. 
Menzel was nominated by PSI mem­
ber Lori Tanner, who cited his support 
of employees' professional and perso­
nal growth, excellent communication 
skills, and enthusiasm for his work. 
"He encourages his staff to better 
themselves, and he keeps his staff highly 
motivated because he is concerned 
about them personally as well as profes­
sionally," she said. 
"I look forward to working with PSI, as 
together we encourage the training and 
development of certified and profes­
sional secretaries," Menzel said. 
Irene Schmutz 
Besides Schmutz, BCBSF employees 
Sharon Landress, Lori Tanner and 
Margaret White also are PSI members. 
Schmutz, White, Jan Rogers and 
Linda Steckley share the distinction of 
being Certified Professional Secretaries 
(CPS), having completed course work in 
behavioral science, business law, eco­
nomics and management, accounting, 
office administration and communica­
tions, and office technology. 
The goals for PSI members are to 
promote edcuational standards, to 
become actively involved in civic and 
educational endeavors, and to promote 
professionalism in the secretarial field. 
The PSI mission is "to effect increased 
productivity, career development and 
quality of work life within the office 
environment by providing opportunities 
for educational, personal and profes­
sional growth." 
The awards were presented during 
the 36th annual Secretary's Day 
Luncheon. 
PSI will sponsor a corporate CPS 
program if there's enough interest For 
information, contact a PSI member. 
Charlie Menzel 
Q: How may I apply for a wan from my Salary Defen-al Savings Program ac ount? 
A: You may borrow the amount that you have vested in your account. Vesting occurs 
at 25% per year and refers to the amount the company contributes to your account 
You may borrow all of your own money and the vested percentage of the company's 
money. There are no tax penalties if the loan is repaid. 
Q: How wng does it take to receive the money aft,er I apply for a loan? 
A: Usually 6 - 8 weeks. Applications are mailed to the BCBS Association on the 15th 
of each month. Checks normally are received in Compensation and Benefits on the 
last business day of the following month. 
Q: How do I pay back a wan? 
A: You decide the length of time in which you wish to repay - minimum is a one­
year payback; maximum is five years unless your loan is to buy a primary residence. 
The amount is automatically deducted from your pay. The C & B Department will 
determine the amount to deduct based on the time period you elect to repay the 
loan. The loan payback deduction is in addition to your normal Salary DeferTal 
savings contribution. 
Q: When is the money distributed from my account? 
A: It may be distributed upon tennination of employment, retirement:, permanent 
disability or death. 
Distributions are subject to IRS restrictions, so you must complete a Disuibution 
Request form before receiving your account balance. Call C & B for details. 
Q: Can I roll over funds from my previous company? 
A: Yes, if the money is received in a lump sum distribution and is all pre-tax dollars. 
It must be received by IDS within 60 days of the check date. 
For information, call ext 6408 or 6923. You can call IDS, 1-800-328-8703 to learn 
each investment fund's monthly results. Ask for "Investment Results Recording." 
* Employees earning more than the current IRS limit of $52,235 may contribute no 
more than 10 % of their salary. 
Thelma McCurdy ( r) explained Medicare claim processing procedures for visiting caseworkers. 
Sherry Ulbrich (2nd from right) helped conduct their recent tour of BCBSF's home office 
congressional caseworkers 
anend Medicare seminar 
By Patricia Hellmold, UNF intern 
They came from all over the state with 
one thing in mind - learn more about 
Medicare. 
For three days in April, BCBSF hosted 
30 people during the fourth annual 
Congressional Caseworkers Seminar. 
Mike Hightower, vice president of 
Governmental and Legislative Rela­
tions, brought the seminar concept to 
the Plan in 1981 as an opportunity to 
help caseworkers understand Medicare 
and BCBSF's role as a Medicare 
contractor. 
The program also serves to enhance 
the working relationships between the 
Plan and Florida's 21 members of Con­
gress and their staffs. 
"The initial feedback indicates that 
this was one of the best of the four 
seminars," Hightower said. "They really 
appreciate the openness and responsive­
ness from our corporate Medicare A and 
B program presenters and the Medicare 
operational tour. 
"The caseworkers and Blue Cross and 
Blue Shield share a common objective to 
provide positive and proactive service to 
the beneficiaries. The seminar setting 
promotes useful two-way discussions that 
result in enhanced levels of service for 
beneficiaries." 
The seminars also help to develop a 
resource network in which caseworkers 
get acquainted with BCBSF employees 
and each other. 
Penny Hengemihle of Rep. Clifford 
Steams office, said, "It's nice to know 
that Blue Cross and Blue Shield is 
human, too. It's good to know what is 
behind the program. Now I think I'll be 
of more help when beneficia1ies call in." 
The biennial seminar follows months 
of preparation by Government Programs 
and Governmental and Legislative 
Relations. 
"This was the best seminar ever," said 
Bill Long, director of Government Pro­
grams. "I think the outcome has estab­




















































































he 1 5th 
; on the 

























1k I'll be 








Subsidiary tons a 
$1 bill ion milestone 
FCL is beaming with pride. After 
only months  in business, they have $ 1  
billion of group life insurance in force. 
The Florida Plan 's life insurance 
subsidiary began operating last August. 
In March , Flor ida Combined Life 
Insu rance Company ,  Inc .  had an 
impressive $1 billion on its books. 
FCL insures the lives of more than 
70,000 persons who represent more 
Lhan 2,000 group accounts. Now a fully 
operational life insurance company, 
FCL receives more than $6 million in 
annualized premiums. 
"We're proud to an nou nce a 
milestone that says we're on the grow! "  
FCL vice president Bob Fetzer said. 
"We're proud of the super BCBSF/HOI 
sales team, sales management and 
marketing management." 
FCL 's initial coverages were group 
life, accidental death and dismem­
berment, and disability income. 
The company plans to grow into 
other markets and products, including 
payroll deduction un iversal life, 
interest-sensitive whole life, and direct 
response individual life Insurance 
products. 
In addition to full group insurance 
product lines and an individual 
product portfolio, FCL recently 
implemented its program for 
administration of flexible benefits/ 
cafeteria plans, providing a full service 
for Florida employers. 
Inquiring minds want to know 
Profile welcomes employees' questions 
about any aspect of the company. 
Q: How do financial losses affect salary 
increases? 
A: BCBSF salary ranges and merit pay 
lmdgets are based on external market 
rates and trends. While our recent 
financial situation has prompted us to 
look closer at how the Plan's salary 
dollars are disbursed, we have continued 
to maintain externally competitive salary 
ranges and pay increases. 
As part of our cost reduction efforts, 
certain divisional reorganizations 
resulted in a reduction in work force in 
certain areas. 
But most reductions were managed 
through attrition or placing employees 
in other areas, so relatively few 
employees were actually terminated. 
In summary, while the company's 
financial condition prompted it to 
develop more cost-effective means of 
conducting its business, structuring its 
workforce, and disbursing merit dollars, 
the company's salary program and 
workforce have remained largely intact 
Q: vVhat i,s BCBSF's position on repeal of the 
1988 Catastro,phic Coverage l.egislation ? 
A: The BCBSA spoke to members of 
Congress last year about the concern of 
providing coverage to many seniors who 
were already insured by group 
retirement plans or supplemental plans. 
BCBSF supports this concern but 
realizes that this coverage benefits 
seniors with limited incomes who do not 
have other types of coverage. For this 
reason,  BCBSF does not support a 
repeal of this legislation. 
AMEX lauds Florida Plan's service 
( Continued from page 1) 
enrolled in Preferred Patient Care (PPC), 
the others in HEALTH OPTIONS. 
Enrollment includes 300 of the 460 
people currently employed in AMEX's 
new Optima Region Operations Center 
in Jacksonville, where 1,500 people 
eventually will work. 
Only AMEX's Florida employees 
receive PPO coverage from an insurer 
other than Aetna, which reflects well on 
the PPC network. 
Peeples said that when his un it 
learned that AMEX employees would 
become subscribers in January 1 988, 
"We were concerned, knowing the type 
of service they deliver and what their 
expectations of us would be. 
"But you just put yourself in the 
customer's shoes and treat them like 
you'd expect to be treated." 
King, who now manages group 
enrollment in Membership and Billing, 
said, "They demand total service 
excellence for their employees. We 
worked with a passion to ensure that we 
met their every need. 
"And it's so simple, listening to their 
needs, meeting their needs, and 
following up," she said, adding, "We 
have the greatest, most fantastic staff 
servicing this group. We offered a 
challenge to be the very best they could 
be, and they responded with zest! 
"It's truly our people who made this 
happen. They made me proud to be a 
pa1t of their team." 
Salierno believes the awards will 
motivate everyone in the company "to 
take ownership of our accounts, like we 
did with American Express. To actually 
want to work with them and to be proud 
to have them as an account 
"I believe we can do it," he said. 
Suzanne Sutton ,  administrative 
coordinator in Marketing Admini­
stration, helped develop AMEX's 
benefits package and the enrollment 
process. Also a recipient  of a 1 988 
BCBSF management award, she said she 
was "overwhelmed" to receive an 
accolade from AMEX. 
"This is how we work for every ac­
count, not just American Express. This is 
our work ethic," she said, noting that 
having "the best PPO network in the 
state" is a big plus for BCBSF. 
She said BCBSF employees and 
AMEX person nel have "a spirit of 
cooperation that's unique in my exper­
ience with large groups. We function as 
a team with common goals, which makes 
it easier for us to do our job." 
AMEX is not alone in appreciating 
the excellent service BCBSF provides, as 
evidenced by the many large groups that 
recently have renewed their contracts 
with sizable rate increases. 
"I believe that Blue Cross and Blue 
Shield of Florida is dedicated to superior 
customer service just as much as 
American Express is. All we need are the 
opportunities to show it," Salierno said. 
M A Y  
9 Medicare presentation* - Jacksonville, Chevron Retirees' Association, 
Western Sizzling Lane Ave., 1 p.m. 
10  Medicare presentation - Jacksonville, AARP chapter, Mandarin 
library, 1 :30 p.m. 
12 Medicare radio presentation - Jacksonville, WQIK Talk Radio, 
1 2:45 p.m. 
13  Corporate Caring** - Mother's Day, 10 a.m. - noon 
17  Medicare presentation - Boca Raton, Carteret Savings & Loan 
employees, 4 p.m. 
18  Medicare presentation - Fort Pierce, High Point Condominium 
Association, 2 p.m. 
22·24 Speaking engagement, "Fraud Awareness" - Baltimore, National 
Anti-Fraud Conference - Nancy Bradford 
24 Medicare B seminar*** - general - Stuart, Holiday Inn Downtown 
24 Medicare presentation - Jacksonville, Webb library, 7-9 p.m. 
25 Medicare A provider education - Leesburg Regional Medical Center 
Nursing Facility, 1-3 p.m. 
J U N E  
7 Medicare B seminar - general - Jacksonville, Holiday Inn 
Baymeadows 
14  Medicare presentation - Jacksonville. Highlands library, 7-9 p.m. 
18 Speaking engagement, "Medicare A Update" - Pembroke Pines 
General Hospital, American Guild of Patient Account Management, 
South Florida chapter -Jeanne Dorman 
21 Medicare presentation - Jacksonville Beach library, 7-9 p.m. 
27 Medicare presentation - Jacksonville, Regency library, 2:30-3:30 p.m. 
28 Medicare presentation - Jacksonville, Willowbranch library, 2:30-3:30 
p.m. 
J U L Y 
1 1  Medicare presentation -Jacksonville, Mandarin library, 7-9 p.m. 
20 Tampa, Medical Advisory Committee meeting of the Medical Affairs 
Division, Airport Marriott, 9:30 a.m. - 3:30 p.m. 
* Medicare presentations by senior advocate, 791-67 38 
** The Corporate Caring Program invites employees to help brighten a day for 
senior citizens at Cathedral Townhouse in Jacksonville. Call 791-8070. 
*** Medicare B seminars are 9 a.m. - 3 p.m. ,  359-8260 
This calendar is intended to reflect upcoming activities involving 
all areas of the corporation. Call 791 -8664 to report scheduled activities. 
Deadline for Profile articles 
15th of each month 
(For example, deadline for June issue is May 15) 
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report it to the right decision makers. 
Issues the group has addressed 
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process, a smoke-free workplace, and 
overtime for exempt and non-exempt 
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In 1989, members will focus on 
obtaining employee input on issues 
such as customer service, coaching and 
development of employees, corporate 
policies and procedures, the transition 
to regional management, and the 
effectiveness of corporate communi­
cations. 
"As employees, if we are not part of 
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